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As the mainstream of modern marketing theory and long-term business practice，
Customer Relationship Management(CRM) has been the important subject to be 
confronted by entenprises to stand out or survive in increasingly intensive 
competition. Mainly by the desire to accelerate CRM of Agricultural Bank of 
China(ABC), the paper raises the general principles and approaches for  construction 
of Capability Maturity Model for CRM(CMM/CRM) based on the theory of 
Informationization 、 CRM and CMM,and builds the infrastructure of ABC’s 
CMM/CRM to guide ABC’s CRM activities with consideration to the history and 
development of ABC’s informationization and marketing.   
The paper provides the general principles for ABC’s CMM/CRM, which 
elaborates the Capability Maturity Level, Key Process Area (KPA) and Common 
Features. In ABC’s CMM/CRM, Capability Maturity Level include Initial Level, 
Repeatable Level, Extendible Level, Defined Level, Managed Level and Optimizing 
Level.The six levels will express the orientation, inherent principles and stage 
characteristics of ABC’s CRM Capability development from personal advantages to 
departmental advantages and enterprise advantages,then to communication 
advantages and management advantages through Information Technology, finally to 
enterprise’s core-competitiveness. 
The paper puts emphasis on the practice and prospect of application. To test and 
verify CMM/CRM’s applicability, ABC’s practice in CRM is discussed in detail. With 
the public materials and documents, CRM practices in Industrial and Commercial 
Bank of China (ICBC), Bank of Beijing, China Minsheng Bank are evaluated and 
analyzed. As one of solutions to accelerate CRM in ABC continuously, ABC’s 
CMM/CRM is to provides useful experience and lessons for many other commercial 
banks and industry. 
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第一章  引言 
 1
第一章  引言 
中国农业银行（Agricultural Bank of China,ABC）是国有大型商业银行之一，
初成立于 1951 年，后几经存废，1979 年 2 月第四次恢复成立。总部设在北京，
在中国内地设有分支机构近 2.5 万个，同时在新加坡、香港设有分行，在伦敦、
东京、纽约设有代表处，拥有员工近 45 万人。截止 2008 年底，农行境内外总
资产 6.9 万亿元，各项存款超过 6 万亿元，各项贷款 3 万亿元，净利润达到 511
亿元。2007 年，中国农业银行列英国《银行家》世界 1000 家大银行排名第 65

















客户关系管理（Customer Relationship Management,CRM） 早诞生于 20 世
















纪 90 年代的美国，由著名 IT 业务咨询顾问公司 Gartner Group 率先提出2。其思
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